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ABSTRAK

Penelitian ini membahas hubungan antara kompetensi sumber daya manusia
(SDM) dan inovasi layanan terhadap kualitas pelayanan publik dalam penerbitan
dokumen kependudukan melalui aplikasi Alpukat Betawi di Dinas Kependudukan
dan Pencatatan Sipil Kota Jakarta Timur. Aplikasi ini bertujuan untuk
meningkatkan efisiensi pelayanan dokumen, namun dalam implementasinya
menghadapi sejumlah kendala, seperti masalah teknis, kurangnya integrasi sistem,
serta keterbatasan kompetensi petugas. Metode penelitian kuantitatif digunakan
untuk menganalisis hubungan antar variabel dan pengaruhnya terhadap kualitas
pelayanan. Hasil penelitian menunjukkan bahwa kompetensi SDM dan inovasi
layanan memiliki pengaruh signifikan terhadap kualitas pelayanan, meskipun
perbaikan pada sistem aplikasi dan pelatihan petugas tetap diperlukan untuk
mencapai optimalisasi pelayanan. Penelitian ini diharapkan memberikan kontribusi
bagi pengembangan inovasi pelayanan publik berbasis teknologi.

Kata Kunci : Kompetensi SDM, Inovasi Layanan, Kualitas Pelayanan, Alpukat
Betawi, Pelayanan Publik.

ABSTRACT

This research examines the relationship between human resource (HR)
competencies and service innovation on the quality of public service in issuing
population documents through the Alpukat Betawi application at the Population
and Civil Registration Office of East Jakarta City. The application aims to improve
the efficiency of document services, but its implementation faces several challenges,
such as technical issues, lack of system integration, and limited staff competencies.
A quantitative research method was used to analyze the relationship between
variables and their impact on service quality. The results show that HR
competencies and service innovation have a significant influence on service quality,
although improvements in the application system and staff training are still needed
to achieve optimal service. This research is expected to contribute to the
development of technology-based public service innovation.

Keywords: HR competencies, service innovation, service quality, Alpukat Betawi,
public service
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